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CHAPTER VIII 

COUNTY COORDINATOR RESPONSIBILITIES 
 

 
Introduction 
 
With changing technology, new Legislation, and an ongoing effort by all agencies for 
continued improvement to California’s 9-1-1 system, this chapter is intended as a guide 
for 9-1-1 County Coordinators so they will have an understanding of what their 
responsibilities are and what the State of California, 9-1-1 Program Office expects of 
them.  It is estimated that between 50 percent to 100 percent of a County Coordinator’s 
regular work schedule may be spent on 9-1-1 related activities.  In order to effectively 
maintain the integrity of the 9-1-1 Master Street Address Guide (MSAG), disseminate 
information in a uniform and timely manner to all Public Safety Answering Points 
(PSAPs), and coordinate between local service providers, it is vital that each county in 
California have someone designated as the 9-1-1 County Coordinator.  
 
The 9-1-1 County Coordinator is an important part of the 9-1-1 environment and is vital 
to the proper functioning of the 9-1-1 MSAG.  The 9-1-1 County Coordinator will need to 
work closely with the service providers that maintain the MSAG, the Incumbent Local 
Exchange Carriers (ILECs), one or more Competitive Local Exchange Carriers (CLECs), 
and the State of California  9-1-1 Program Office. 
 
The 9-1-1 County Coordinator is responsible for assigning Emergency Service Numbers 
(ESN) to address ranges within their county or jurisdiction.  They will assist in 
jurisdictional boundary assignments within their county as necessary for ESN 
assignments and the routing of wireless 9-1-1 calls to the appropriate PSAP. 
 
The 9-1-1 County Coordinator will be directly involved with implementation of wireless 
9-1-1.  The passage of Assembly Bill 1263, which took effect January 1, 2001, allows for 
routing of wireless 9-1-1 calls directly to local PSAPs under specific conditions.  The bill 
further provides that routing decisions will be made in consultation with wireless carriers, 
providers of 9-1-1 selective routing service, and local law enforcement officials.  
 
Responsibilities of a 9-1-1 County Coordinator 
 
Although duties may vary by jurisdiction, a 9-1-1 County Coordinator should: 
 
• Act as a central point of contact for the telephone companies and State 9-1-1 

Program Office; 
• Act as liaison between the telephone companies and the PSAPs within that county 

on issues related to call routing and jurisdictional boundaries; 
• Prepare the ESN assignment list for the jurisdictions within the county; 
• Distribute ESN assignments to the PSAPs in the county; 
• Arbitrate and resolve ESN boundary assignment problems between PSAPs; 
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• Assign default ESNs on 9-1-1 trunk groups for telephone companies, (ILEC and 
CLEC); 

• Annually review MSAG printout for accuracy and/or changes; 
• Correct ESN assignments on the MSAG printout; 
• Conduct training sessions for the PSAP staff (i.e., MSAG reconciliation and MSAG 

change request form procedures); 
• Make copies of the MSAG or MSAG discrepancy list and distribute the list to each 

jurisdiction within their county; 
• Collect MSAG change forms from the PSAPs and monitor their reconciliation effort; 
• Review the MSAG change documents for accuracy and acquire the proper 

signatures; 
• Forward MSAG change forms received from PSAPs to the MSAG maintenance unit 

of the telephone companies; 
• Interface with the telephone companies (ILECs and CLECs) for Automatic Location 

Identification (ALI) updates, inserts, changes, deletions and trouble reports involving 
misrouted calls; 

• Conduct periodic countywide meetings that are attended by PSAP representatives.  
It is suggested that meetings be conducted at least twice a year to discuss items 
such as operational needs, MSAG, State policies and procedures, county policies 
and procedures, a telephone company’s network or equipment changes, etc.; 

• Work with the State 9-1-1 Program Office staff, the California Highway Patrol (CHP) 
and PSAPs, in the routing of wireless 9-1-1 calls. 

 
Desirable Qualifications of a 9-1-1 County Coordinator 
 
The State of California 9-1-1 Program Office is requesting the 9-1-1 County Coordinators 
to do a variety of tasks.  Some of these tasks require specific skills and experience but 
most require only a strong dedication to serve their community and to provide the best 9-
1-1 services possible. 
 
Following are some of the desirable qualifications of a 9-1-1 County Coordinator: 
 
• The support and approval of the supervisor(s);  
• A strong desire to meet the 9-1-1 expectations of the citizens they serve; 
• A good working relationship with all the PSAP personnel; 
• A good working relationship with the service providers in their area, both ILEC and 

CLEC; 
• An excellent understanding of the 9-1-1 MSAG and Automatic Number Identification 

(ANI) Data Base Management System (DBMS); 
• Accessibility during regular working hours for the benefit of PSAP contacts;  (NOTE:  

Voice mail should not be used as a standard means of communication) 
 
Master Street Address Guide (MSAG) 
 
The MSAG is the heart of the 9-1-1 system and enables proper routing of a 9-1-1 call to 
the appropriate PSAP.  It is a computerized database and living document that contains 
a list of all street names and the corresponding house number ranges and communities 
(postal and local when different).  Each range of house numbers on a street within a 
predefined jurisdiction is assigned an ESN.  Telephone number records contain the 
actual service address that is used by the MSAG for validation and appropriate ESN 
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assignment.  Before an ESN assignment can occur, it is imperative that the service 
address assigned to a telephone subscriber precisely match the entry in the MSAG. 
 
Although MSAG Tariff A-9 states that MSAG reports are available to 9-1-1 County 
Coordinators once annually free of charge, they may find it necessary to request the 
reports more frequently.  For a nominal fee, additional MSAG reports are available from 
the DBMS provider on a quarterly, semi-annual, or annual basis.  The DBMS provider 
automatically sends the annual  
reports.  However, it is the responsibility of the 9-1-1 County Coordinator to contact the 
DBMS provider(s) and arrange to receive the reports at an interval that best meets the 
needs of the    9-1-1 County Coordinator. 
 
The National Emergency Number Association (NENA) standards provide guidelines for 
making MSAG modifications.  The State of California, 9-1-1 Program Office supports the 
NENA standards.  For your convenience, the following are Standards 9 and 10 from 
NENA Recommended Data Standards For Local Exchange Carriers, ALI Service 
Providers and 9-1-1 Jurisdictions. (NENA 02 011, March 2000) 
 
ANI/ALI TROUBLE REPORTING PROCESS 
• All ANI/ALI Trouble Reports are to be sent to the 9-1-1 Data Base Management 

System Provider. 
• The 9-1-1 Data Base Management System Provider will determine if there are any 

data base or selective routing problems on their end prior to forwarding the trouble 
report to the appropriate Service Provider. 

• Within one (1) business day, the 9-1-1 Data Base Management System Provider will 
forward all ANI/ALI Trouble Reports to the appropriate Service Provider indicating 
whether or not trouble was found on their end or if the Service Provider needs to also 
check their equipment and systems. 

• The Service Provider will have one (1) business day to resolve the ANI/ALI Trouble 
Report and return it to the 9-1-1 Data Base Management System Provider. Upon 
receipt, the 9-1-1 Data Base Management System Provider will return a completion 
notification to the originator. 

 
MSAG MODIFICATION PROCESS FLOW 
• The jurisdiction’s authorized 9-1-1 Data Base Coordinator is the only entity allowed 

to approve changes to the MSAG. No 9-1-1 Data Base Management System 
Provider or Service Provider may make MSAG changes without written authorization 
from the jurisdiction except for internal telco type fields such as county code and 
exchange code. 

 
• All Service Providers will obtain an initial complete MSAG via the negotiated medium 

(CD-ROM, file transfer, diskette, Email, paper) from the 9-1-1 Data Base 
Management System Provider per the negotiated contracts. As jurisdictions request 
changes to their MSAG, the 9-1-1 Data Base Management System Provider must 
forward a copy of the request to all Service Providers within one (1) business day. 
This is necessary to ensure all subscriber records contain MSAG valid addresses. 

 
• If a jurisdiction is requesting an MSAG range (be) deleted and there are TN records 

attached to the MSAG, it is recommended that the Data Base Management System 
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Provider print the associated TN’s and return to the Jurisdiction Data Base Manager 
prior to making any MSAG changes. 

 
Complete NENA Standards can be found at:   http://www.nena.org  
 

MSAG change procedures are often multi-phased when the changes require 
notification to more than one telephone service provider.  It is imperative that the 
9-1-1 County Coordinator work closely with the DBMS and the service provider(s). 

 
Population growth in California that drives new housing, the expanding business climate, 
an increased number of telephone service providers, and the dynamics of rural 
annexation, create the necessity for continual MSAG updates and additions. 
 
The 9-1-1 County Coordinator is responsible for completing misroute forms, either 
electronically or manually.  Electronic delivery provides for better tracking and follow-up 
of the requested MSAG changes and shall be used whenever available. 
 
Pacific Bell and Verizon provide for electronic delivery of MSAG changes.  If the 9-1-1 
County Coordinator needs assistance with electronic delivery of MSAG, they should 
contact either Pacific Bell or Verizon. 
 
Both electronic and manual/paper forms MUST INCLUDE the 10-digit ANI.  In order to 
assist the DBMS provider in processing the forms, it is imperative that all helpful 
information be included.  The REMARKS/COMMENTS section of the form shall include: 
 

1. The County Coordinator’s full name and contact telephone number 
2. The community code and/or city code 
3. Any additional information that will assist in the processing of the request 

 
When a street name change, addition, deletion, or other modification to the MSAG is 
reported to the DBMS provider, it is possible that the change will affect areas served by 
a CLEC.  The DBMS provider must forward a copy of the request to all service providers 
within one (1) business day. 
 
If the 9-1-1 County Coordinator is requesting an MSAG range be deleted and there are 
telephone number (TN) records attached (i.e., CLEC service is being provided to TNs) it 
is recommended that the NENA Standards be followed.  However, the DBMS provider 
and the    9-1-1 County Coordinator may establish their own process flow as long as it 
will serve to maintain the integrity of the MSAG.  Any deviation from the NENA 
Standards shall be documented in writing and signed by the 9-1-1 County Coordinator 
and the DBMS provider.   
 

It is important for the 9-1-1 County Coordinators to understand they are responsible 
for updating information that is maintained in the MSAG.  The DBMS providers are 
required to contact CLECs regarding MSAG changes.  It is the responsibility of the 9-
1-1 County Coordinator to monitor the status of their request to assure completion. 

 
Emergency Service Number (ESN) 
 
An ESN is a three to five digit number representing a unique combination of emergency 
service agencies (law enforcement, fire, and emergency medical services).  The 9-1-1 
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County Coordinator is responsible for assigning an ESN to a specific range of addresses 
within a particular geographical area.   
 
A default ESN is assigned to a designated default PSAP.  Whenever a 9-1-1 call cannot 
be selectively routed due to an ANI failure, garbled digits or other cause, the default ESN 
will route  
the call to the PSAP that normally would receive most of the calls from that telephone 
company central office.  The 9-1-1 County Coordinator and the selected default PSAP 
should work together and be in agreement as to the default routing of 9-1-1 calls. 
 
The default ESN(s) should not be provided to any service provider except when 
requested, using the properly completed Emergency Telephone System plan for 
Network Services (form TD-280A).  No default ESN shall be provided via voice, fax, e-
mail or other means of communications other than the signed completed TD-280A.   
 
Wireless 9-1-1 Implementation 
 
The passage of Assembly Bill 1263 (AB 1263), which took effect January 1, 2001, allows 
for routing of wireless 9-1-1 calls directly to local PSAPs under specific conditions.  In 
addition to jurisdictional considerations, those conditions include agreement among the 
California Highway Patrol (CHP), the Department of General Services (DGS) 9-1-1 
Program Office, and the affected local agency, that alternate routing is economically and 
technologically feasible and will benefit public safety.  The bill further provides that 
routing decisions will be made in consultation with wireless carriers, providers of 9-1-1 
selective routing service, and local law enforcement officials.  
 
Wireless carriers will be asked to route 9-1-1 calls through the public switched telephone 
network (PSTN) to designated seven-digit emergency lines at the local PSAP.  With the 
appropriate lines and equipment, PSAPs may receive “Caller ID” with wireless 9-1-1 
calls.  However, this routing method will NOT provide location information. 
 
The 9-1-1 Operations Manual, Chapter IV, Wireless 9-1-1 Services, has been revised 
and is available on the 9-1-1 Program Office web page at:  
 
http://www.td.dgs.ca.gov/services/911 Click on “9-1-1 Operations Manual”. 
 
The 9-1-1 County Coordinator will be an integral part of the improvements being made to 
wireless 9-1-1 call routing.  They may be asked to work as a liaison between the 9-1-1 
Program Office, CHP, and the local PSAPs, to coordinate meetings and disseminate 
information. 
 
They will need to have a basic understanding of Federal Communications Commission 
(FCC) Report and Order 94-102, Phases I and II and a general understanding of AB 
1263. 
 
CLEC/ILEC Coordination 
 
This section is intended as a brief guide for 9-1-1 County Coordinators with regard to 
ILECs and CLECs.   As soon as reviews are complete, Chapter IX of the 9-1-1 
Operations Manual will fully explain the 9-1-1 Program Office policy regarding CLECs 
deploying network services within the State of California. 
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The California Public Utilities Commission (CPUC) requires that all CLECs providing 
voice network services in California provide access to 9-1-1.  As a result, in order to 
maintain the MSAG and provide ESNs, the 9-1-1 County Coordinators may now need to 
coordinate with more than one service provider. 
 
To eliminate some elements of error, the default ESN number(s) should not be provided 
to any service provider except when requested using the properly completed Emergency 
Telephone System plan for Network Services (form TD-280A).  No default ESN shall be 
provided via voice, fax, electronic mail or other means of communications other than the 
completed TD-280A.  Additionally, when an ILEC has sold a block of telephone numbers 
to a CLEC, those numbers should not be added to the ALI DBMS until such time that 
service has been issued by the CLEC. 
 
County Coordinator Reimbursement  
 
This information has been revised and moved to Chapter III 
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